BEFORE THE PUBLIC SERVICE COMMISSION

OF THE STATE OF DELAWARE

IN THE MATTER OF THE PROPOSED ADOPTION
OF REGULATIONS GOVERNING THE MINIMUM
SERVICE REQUIREMENTS FOR THE PROVISION
OF TELEPHONE SERVICE FOR PUBLIC USE
WITHIN THE STATE OF DELAWARE

(OPENED DECEMBER 13, 1988; REOPENED
May 13, 2014)

—_ - —

REGULATION DOCKET NO. 20

ORDER NO. 8518
AND NOW, this 13th day of May, 2014, the Delaware Public Service
Commission (the “Commission”) determines and Orders the following
changes to 26 Del. C. 4003 - Regulations Governing the Minimum Service
Requirements For the Provision of Telephone Service for Public Use
Within the State of Delaware (“the Rules”):
BACKGROUND
1. On April 25, 2013, the General Assembly of the State
of Delaware enacted House Bill 96 to amend Title 26 of the Delaware
Code relating to the Jjurisdiction of the Commission and public
utilities providing telecommunication services which became effective
on July 15, 2013. See 26 Del. C. §§704 - 709; 26 Del. C. §S§201, 202,
203 (A), 204, 215 and 301.
2. Pursuant to 29 Del. C. §10114 and 26 Del. C. §§5209 and
703(3), the Commission amends the Regulations as set forth
on Exhibit A attached hereto. A redlined version of the existing

rules are set forth on Exhibit B attached hereto.
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3. The purpose of the changes to the Regulations is to
make them consistent with the changes in Title 26 as required by

enactment of House Bill 96.

FINDINGS OF FACT AND CONCLUSIONS OF LAW

4., The Commission  has revised the Regulations as
necessary to effect the revised provisions of Title 26 approved by the
General Assembly in House Bill 96.

5. The Commission has statutory authority to promulgate
and revise the Regulations pursuant to 29 Del. C. §10114 and 26 Del.
C. §§209(a)91) and 703(3).

6. Pursuant to 29 Del. C. §10115, the Secretary shall
transmit a copy of this Order, with the attached exhibits, to the
Registrar of Regulations for publication in the Delaware Register of
Regulations.

7. Pursuant to 29 Del. C. § 10115(a) (2) & (b), the
Secretary shall cause the form of public notice attached as Exhibit C
to be published in two-column format, outlined in black, in the

following two newspapers on the following dates:

The News Journal (May 28, 2014)
Delaware State News (May 29, 2014)
8. The Secretary shall also ensure, pursuant to 29 Del.

C. § 10115, that a copy of such notice 1is sent to the Registrar of
Regulations for its publication in the Register of Regulations. In
addition, the Secretary shall mail a copy of this Order, with its

exhibits, to the Division of the Public Advocate and to all persons or
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entities who have made written requests for advanced notice of this
Commission’s rule-making proceedings. The Secretary shall file a
certification of the completion of these tasks by June 15, 2014.

9. Interested persons or entities may submit written
suggestions, compilations of data, briefs, or other written materials
concerning these proposed amendments on or before August 7, 2014.

10. Pursuant to 26 Del. c. $§209(a), the Commission,
through its designated Hearing Examiner, will hold a public hearing on
the proposed amendments on Wednesday, July 23, 2014, Dbeginning at
10:00 AM in the Third Floor Conference Room of the Carvel State Office
Building, 820 North French Street, Wilmington, Delaware.

11. Pursuant to 26 Del. C. § 502 and 29 Del. C. § 10117,
the Commission designates Hearing Examiner Mark Lawrence as the
Hearing Examiner for this matter. Hearing Examiner Lawrence 1is
specifically authorized to conduct further Thearings or direct
submission of additional documents if deemed necessary or appropriate.

12. The Commission reserves the jurisdiction and authority
to enter such further orders in this matter as may be deemed necessary

or proper by Order of the Commission.

BY ORDER OF THE COMMISSION:

/s/ Dallas Winslow
Chair

/s/ Joann T. Conaway
Chair
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ATTEST:

/s/ Alisa Carrow Bentley

/s/ Jaymes B. Lester

Commissioner

/s/ Jeffrey J. Clark

Commissioner

Secretary

Commissioner



EXHIBIT "A"

4003 Regulations Governing the Minimum Service Requirements For the Provision of Telephone
Service for Public Use Within the State of Delaware

1.0 General Rules
1.1 Authorization of Rules.

The Public Utilities Act of 1974, 26 Del. C. 8101 et. seq., of Delaware vested in the Public
Service Commission of Delaware authority to formulate standards for such
telecommunications service and facilities as it deem necessary to carry out the provisions
of this law (26 Del. C. §209). However, House Bill 96, which was effective July 15, 2013,
limited the Commission’s authority to regulate telecommunications service quality of Basic
Services. These rules reflect this limitation.

1.2 Application of Rules.

These Rules shall apply to any telecommunications service provider operating within the
State of Delaware, under the jurisdiction of the Public Service Commission, that provides
Basic Services as defined in 26 Del. C. §705(a). These rules shall not prohibit or limit a
telecommunications service provider from maintaining or proposing changes in tariff
regulations that interpret, expand or further define the provisions. However, in the event of
a conflict between the rules and a telecommunications service provider’s tariff, the
provisions of these rules shall prevail unless the tariff provision specifically references
these rules and provisions exceptions thereto.

1.2.1 Purpose. These Rules are promulgated to establish a comprehensive regulatory
system to assure adequate service and to assure operations and services which are just
and reasonable to the consumer and the utilities, and to establish the rights and
responsibilities of both the telecommunications service provider and the consumer A
telecommunications service provider's temporary inability to meet the service standards set
forth herein, due to a work stoppage or an Act of God that could not have been avoided by
preventive measures normally taken in the telecommunications industry shall not subject
the telecommunications service provider to the imposition of penalties for noncompliance
with these Rules. It is not the purpose of these Rules to authorize, permit, or enable
intrastate competitive provision of telecommunications services for public use by entities
which do not possess a certificate of public convenience and necessity issued by the
Commission.

1.2.2 Duties Under Other Statutes. These Rules will not relieve in any way a
telecommunications service provider or customer from any of its duties under the laws of
the State of Delaware or the United States of America. Nor shall these Rules be construed
so as to alter in any form or manner the jurisdiction, powers or authority of the Commission
or the substantive rights of any person.

1.2.3 Exemption. If unreasonable hardship to a telecommunications service provider results
from the application of any rule or standard herein prescribed, or if unreasonable difficulty is
involved in compliance, a telecommunications service provider may apply to the
Commission for temporary or permanent exemption from its requirements, provided that
the telecommunications service provider shall submit with such application a full and
complete statement of its reasons for any exemption. Except in the case of an emergency,



any exemptions, or any applications for exemptions, shall be by the Commission upon due
notice to the customers at a regularly scheduled Commission meeting day

1.2.4 Modification. The adoption of these rules shall in no way preclude the Commission from
altering or amending them in whole or in part, or from requiring any other or additional
service, equipment, facility, or standard, either upon complaint or upon its motion or upon
application by any service provider.

1.2.5 Violations and Penalties. Pursuant 26 Del. C. 8217, the Commission has authority to
impose penalties if it determines that a telecommunications service provider is in default of
compliance with these Rules.

13 Severability Clause.
These Rules are severable. If any provision of these Rules is held invalid, such invalidity shall
not affect other provisions or applications of these rules which can be given effect without the
invalid provisions or application.

14 Repealer.
All prior orders of the Commission which are inconsistent herewith are repealed to the extent
of any such inconsistency.

2.0 Definition of Terms

The following words and terms, when used in these regulations, shall have the meaning
indicated, unless the context clearly indicates otherwise.

“Applicant” - Any person, association, partnership, corporation, government agency,
cooperative corporation, making a written or oral request for the commencement of or changes in
telecommunications service provider service.

“Application”- A written request filed with the Commission by a Telecommunications
service provider service provider for the commencement of or changes in telecommunications service.

“Basic Services” - Shall mean (1) individual residential local exchange access line and

residential local usage at a location where there is no “Alternative Provider of Telephone Service”
available to retail residential customers and (2) switched access service.

“Commission” - The Public Service Commission of Delaware.

“Complaint” - Any specific objection to charges on a billing statement, facilities, practices, or services of
a telecommunications service provider service provider.

“Customer” - Any person, firm, association, partnership, corporation, cooperative,
organization, governmental agency, or any other legal entity which is currently receiving
telecommunications service provider service. A customer who moves to another location within the
service provider's service territory and requests that service be discontinued at the previous location and
begun at the new location will be considered an existing customer rather than as an applicant for service.

“Facilities” - All the plant and equipment of a public service provider, including all tangible
and intangible real and personal property without limitation, and any and all means and instrumentalities
in any manner owned, operated, leased, licensed, used, controlled, furnished, or supplied for, by, or in
connection with the business of any public service provider, including any construction work in progress
allowed by the Commission.

“Line” - A circuit or channel extending from a central office to the customer's location to
provide local exchange service. One line may serve one individual line customer, or all customers
served by a multiparty line.

“Person” - Any natural person, partnership, municipal corporation, cooperative corporation,
corporation, association, governmental subdivision, or public or private organization of any character
other than an agency.

“Public Utility” — shall have the same meaning as set forth in 26 Del. C. §102(2).

“Rate” - Includes every compensation, tariff, charge, fare, fee deposit, toll, rental, and
classification, or any of them demanded, observed, charged, or collected whether directly or indirectly by
any public utility for any service, product, or commodity defined in the Public Utilities Act of 1974, and any



rules, regulations, practices, or contracts affecting any such compensation, tariff, charge, fare, fee,
deposit, toll, rental or classification.

“Service” - Service is used in its broadest and most inclusive sense and includes any and
all acts done, rendered, or performed and any and all things furnished or supplied, and any and all
facilities, used, furnished, or supplied by public utilities in the performance of their duties under the Public
Utilities Act of 1974 to their patrons, employees, other public utilites and the public, as well as the
interchange of facilities between two or more of them.

“Tariff” - The schedule of a service provider containing all rates, tolls, and charges stated
separately by type or kind of service and the customer class, and the rules and regulations of the service
provider stated separately by type or kind of service and the customer class.

“Telecommunications service provider” - Any person, firm, partnership or corporation,
including both local and intrastate long distance carriers, engaged in the business of furnishing
telecommunication services to the public by the authority of and under the jurisdiction of the Commission.

3.0 Records and Reports

3.1 Availability of Records.
All books, accounts, papers, records, and memoranda required by these Rules or which are
necessary for the administration thereof, shall be open and available for examination by the
Commission or its authorized representatives at all times.

3.2 Location of Records.
All books, accounts, papers, records and memoranda of a telecommunications service
provider required by these Rules or which are necessary for the administration thereof, shall
be made available upon request by the Commission.

3.3 Retention of Records.
All books, accounts, papers, records, and memoranda of a telecommunications service
provider required by these rules shall be preserved for the time period specified in the current
edition of the Federal Communications Commission's records retention schedule, unless
otherwise specified by the Commission. If not otherwise specified by the Federal
Communications Commission, customer billing records shall be retained at least two years.

3.4 Records To Be Maintained.

Each telecommunications service provider shall maintain records of its operations in
sufficient detail to permit review of its compliance with the requirements herein, and such
records shall be made available to the Commission or its authorized representative upon
request.

3.5 Datato Be Filed With the Commission.

3.5.1 Tariffs or Price Lists for Basic Services. Unless otherwise permitted by Order of the
Commission, each telecommunications service provider that provides Basic Services as
defined in 26 Del. C. 8705 shall have its tariff or price list on file with the Commission in
accordance with these R-ules governing the filing of tariffs. The tariff shall contain
schedules of its Basic Services showing the rates, tolls and charges for such service
rendered in the State of Delaware and shall be in the following form and manner:

3.5.1.1 The first page in said tariffs shall be a title page stating the name of the
telecommunications service provider.

3.5.1.2  Alltariffs shall be loose leaf form of size 8 % x 11 inches, shall be plainly printed and
shall be so arranged as to exhibit clearly the information herein required.

3.5.1.3 All tariffs for one telecommunications service provider shall bear consecutive serial
numbers commencing with No. 1 for each company, with the following prefix thereto:
"P.S.C. Del.". Such prefix and number shall be printed or stamped on each page
within the tariff. Each tariff may be divided into sections and, if so, the section number
shall be shown on each tariff page.

3.5.14  Each tariff shall include a table of contents and indexes to assist anyone seeking
information.



35.15

35.16

3.5.1.7

3.5.1.8

A telecommunications service provider shall either include the applicable portions of
these rules in the provisions of its tariffs or shall make a copy of these rules available
at every location that its tariffs are made available to the public or to company
employees. Any portions of these rules included within a telecommunications service
provider's tariff shall be quoted verbatim, and not paraphrased or modified.

Every tariff and tariff amendment shall be filed with the Commission accompanied by
a letter of transmittal stating the tariff changes requested, the reasons for the changes,
the proposed effective date for said changes and the revised tariff pages and the
cover letter. 3.5.1.7 Unless the Commission otherwise orders, no change shall be
made to the Basic Services’ tariff with less than sixty (60) days' notice to the
Commission. Said notice shall be the revised tariff pages and cover letter as
described herein along with any cost studies or explanatory material the
telecommunications service provider may elect to file.

The Commission, for good cause shown, may allow changes in rates, charges, rules,
regulations, classifications, exceptions, conditions or practices without requiring the
sixty (60) days' notice. In such cases, the proposed change shall be filed with the
Commission, together with an application for waiver of the statutory notice, setting
forth the time when it is desired to put the change into effect and the reason or
reasons therefore; but no such change shall become effective except as provided by
order of the Commission. All such changes shall be immediately indicated upon its
tariffs or schedules by the company concerned.

Changes in tariffs shall be made by reprinting the sheet upon which a change or
addition is made, and such changed sheet shall be designated as a revised sheet,
and shall be numbered consecutively. For example "First revised sheet 1, canceling
original sheet 1". Each revised sheet shall reflect the date of issue, the effective date
and every change thereon shall be noted by margin notations as follows:

C - Change in regulation affecting application in rate

D - Deletion of rate or regulation

| - Increase in rate

M - Move of tariff material to a different page or location on a page
R - Reduction in rate

T - Text change in regulation that does not affect application of rate.

3.5.2 Persons to Contact. Each telecommunications service provider shall file with the
Commission, in addition to the designated resident agent, the name, title, business address
and telephone number of the person(s) who should be contacted concerning utility service
provided in Delaware.

3.5.3 Service Reports. Each telecommunications service provider providing Basic Service
shall furnish to the Commission at such times and in such form as the Commission may
require, the results of any service related tests, summaries or records in its possession for
that service. .

3.5.4 Service Disruption Reports.

3.54.1

3.54.2

3543

3.54.4

Utilities shall make all possible efforts to reestablish service in the shortest time
practicable with due regard to safety.

When service is interrupted for scheduled repairs or maintenance, such work should
be done at a time which will cause the least inconvenience to customers. The
customers who would be affected should be notified prior to the scheduled
interruption.

If any interruption affects or would affect the service to any public fire or law
enforcement protection device or department, the telecommunications service
provider shall immediately notify the official in charge of the affected agency.

Each telecommunications service provider shall promptly report to the Commission
any specific occurrence or development which disrupts the service of a substantial
number of its customers (the smaller of 25% or 2,000 customers) for a time period in
excess of one (1) hour, or which may impair the telecommunications service
provider's ability to furnish service to a substantial number of customers.



4.0 Customer Service and Protection For Basic Services

4.1 Information Available to Customers.
The customer should be the individual or entity responsible for payment for service. Service
shall not be refused on the basis that the applicant is not the owner of the premises. Each
telecommunications service provider shall:

4.1.1 Upon request for service by a residential applicant or for a transfer of service by a
residential customer, the telecommunications service provider shall if requested, inform the
applicant or customer of the telecommunications service provider's lowest-priced
alternatives available at the customer's location.

4.1.2 Each telecommunications service provider shall provide to all new residential
telecommunications service provider customers, at the time service is initiated, printed
material, i.e., a pamphlet containing the information required by this section. The
information shall additionally be posted on the telecommunications service provider's
website. The printed material shall be entitled "Customer's Rights And Responsibilities."
The information contained in the printed material and website shall include:

4121

4122
41.2.3
4124
4125
41.2.6

4.1.2.7
4.1.2.8

4129

4.1.2.10

41211

The customer's right to information concerning rates and services and the
telecommunications service provider's website address where this information can be
found

The time allowed to pay outstanding bills.

Grounds for suspension of service.

The steps that must be taken before a telecommunications service provider —may
terminate service.

How the customer can resolve billing disputes with the telecommunications service
provider and how disputes affect suspension of service.

Information on alternative payment plans offered by the telecommunications service
provider, including, but not limited to, payment arrangements or link-up, as well as a
statement that a customer has a right to request these alternative payment plans.

The steps necessary to have service reconnected after involuntary suspension.

That a grievance procedure exists that grants the customer a right to a supervisory
review and right to file a complaint with the Commission regarding any matter
concerning the telecommunications service provider's rates or service. The
Commission's address and telephone number shall accompany this information.

That service cannot be discontinued because of non-payment of a disputed amount
under investigation by the company.

No notice of discontinuance of service for non-payment of a disputed amount may be
sent while the complaint is being investigated.

No deposit may be required on a disputed amount while the dispute is being
investigated.

4.1.2.12 The hours, addresses, and telephone numbers of telecommunications service provider

offices where bills may be paid and the information may be obtained.

4.1.2.13 The circumstances under which the telecommunications service provider may require

41.2.14

4.1.2.15

a deposit or additional deposit; how a deposit is calculated; the interest paid on
deposits; and the time frame and requirement for return of the deposit to the customer.

A statement that telecommunications service provider services are provided without
discrimination as to a customer's race, nationality, color, religion, sex, or marital
status, and a summary of the company's policy regarding the provision of credit
history based upon the credit history of the customer's former spouse.

Notice of any special services for customers with disabilities.



4.1.2.16 A toll free telephone number or the equivalent (such as an 800 number or permitting
collect calls) will be provided for telecommunications utilities for repair service or billing
inquiries.

4.1.2.17 Utilities shall encourage customers with physical disabilities and those who care for
such customers, to identify themselves to the telecommunications service provider so
that special action can be taken to inform these persons of their rights, where
necessary and appropriate to that person's circumstances.

4.2 Customer Complaints For Basic Services.

4.2.1 Upon complaint to the telecommunications service provider by a customer either at its
offices, by letter, or by telephone, the telecommunications service provider shall promptly
make a suitable investigation and advise the complainant of the results thereof.

4.2.2 Where a customer or applicant, having exhausted a telecommunications service provider's
internal problem-solving procedures, expresses dissatisfaction with the telecommunications
service provider's report, the telecommunications service provider must advise in writing the
customer or applicant of the right to have the problem considered and reviewed by the
Commission, giving the customer or applicant the address and telephone number of the
Public Service Commission.

4.2.3 Upon receipt of a complaint, either by letter or by telephone, from the Commission on
behalf of a customer, the telecommunications service provider shall make a suitable
investigation and advise the Commission of the results within thirty (30) calendar days. The
Commission encourages all customer complaints to be made in writing to assist the
Commission in maintaining records on the quality of service of each telecommunications
service provider.

4.2.4 The telecommunications service provider shall keep a record of all complaints which shall
show the identity of the complainant, the date and nature of the complaint and the
adjustment or disposition thereof for a period of two (2) years subsequent to the final
settlement of the complaint. Complaints with reference to rates or charges which required
no further action by the telecommunications service provider need not be maintained.

4.3 Billing For Basic Services.

4.3.1 Due Date. The due date for payment of a monthly bill for telecommunications service
provider service shall be no less than twenty (20) days after the bill date . If the last day for
payment should fall on a Saturday, Sunday, or bank holiday or other day when the offices
of the telecommunications service provider which regularly receive payments are not open
to the general public, the due date shall be extended to the next business day.

4.3.2. Rendering and Form of Bills. Billing for telecommunications service should normally be
rendered monthly and shall show:

4.3.2.1 The date of the bill.

4.3.2.2 The due date on or before which payment must be received to avoid an account being

considered delinquent.

4.3.2.3 The beginning and ending dates of the billing period for Basic Service

4.3.2.4 The amounts due for Basic Service,

4.3.2.5 The total amount of all payments and other credits made to the account during the

current billing period.

4.3.2.6 The amount of late payment charges, if applicable.

4.3.2.7 The total amount due.

4.3.2.8 A statement that a rate schedule, an explanation of how to verify the accuracy of a
bill, and an explanation of the various charges, if applicable, can be obtained by
calling the telecommunications service provider or looking on the
telecommunications service provider’s website..

4.3.2.9 Inthe event a customer's service is interrupted other than by negligence or willful act
of the customer, and it remains out of order for 24 hours or longer after access to the
premises is made available and after being reported to be out of order, appropriate



4.3.3

4.3.4

adjustment or refunds shall be made to the customer. The amount of adjustment or
refund shall be determined on the basis of the known period of interruption, generally
beginning from the time the service interruption was first reported. The refund to the
customer shall be the pro rata part of the month's flat rate charges for the period of
days and that portion of the service facilities rendered useless or inoperative. The
refund may be accomplished by a credit on a subsequent bill for telephone service.
Charges for Services. For services or functions whose rates are approved by or subject
to tariffs on file with the Commission, telecommunications utilities shall not charge
disconnect fees, membership fees, application fees, service call fees or any other type of
fee except as provided for in the tariff of the telecommunications service provider.
Over Billing and Under Billing. If billings for telecommunications service provider service
are found to differ from telecommunications service provider's lawful rates for the services
being purchased by the customer, or if the telecommunications service provider fails to bill
the customer for such service, a bhiling adjustment shall be calculated by the
telecommunications service provider.

4.3.4.1 Refunds of Overcharges. If the customer is due a refund, an adjustment shall be

made for the entire period of overcharges. If an overcharge is adjusted by the
telecommunications service provider within ninety (90) days of the bill in error, interest
shall not accrue. Unless provided in this section, if an overcharge is not adjusted by
the telecommunications service provider within 90 days of the bill in error, interest shall
be applied to the amount of the overcharge at the rate set by the Commission herein
for payment on deposits. Interest on overcharges that are not adjusted by the
telecommunications service provider within 90 days of the bill in error shall accrue from
the date of payment. Interest shall not apply to payment arrangements.

4.3.4.2 Back Billing of Undercharges. If the customer was undercharged, the

435

4.3.6

telecommunications service provider may back bill the customer for the amount which
was under billed. The back biling is not to exceed six (6) months unless the
telecommunications service provider can produce records to identify and justify the
additional amount of back billing. However, unless the under billing was the result of
deliberate customer action to cause under billing, the telecommunications service
provider may not disconnect service if the customer fails to pay charges arising from an
under billing more than six (6) months prior to the date the telecommunications service
provider initially notified the customer of the amount of the undercharge and the total
additional amount due. If the under billing is $25.00 or more, the telecommunications
service provider shall offer the customer a payment arrangements option for the same
length of time as that of the under billing.
Payment Arrangements. A payment arrangement is any arrangement or agreement
between the telecommunications service provider and a customer in which an outstanding
bill will be paid in installments that extend beyond the due date of the next bill. The
telecommunications service provider, through its employees, shall exercise good faith and
fair judgment in attempting to enter into a reasonable payment agreement regarding
undisputed amounts or to otherwise equitably resolve the matter. Factors to be taken into
account when attempting to make a reasonable payment agreement shall include but not
be limited to the size of the unpaid balance, the payment history of the customer and the
length of time over which the bill accumulated. The telecommunications service provider
may not suspend service for an undisputed delinquent bill under the following
circumstances: (1) while it is negotiating a payment agreement with the customer; or (2)
within 24 hours after negotiating fails. In all other cases, the telecommunications service
provider is encouraged to offer a payment arrangement to residential customers.
Disputed Bills.

4.3.6.1 In the event of a dispute between a customer and a telecommunications service

provider regarding any bill for telecommunications service provider service, the
telecommunications service provider shall forthwith make such investigation as shall be
required by the particular case, and report the results thereof to the customer and, in
the event the dispute is not resolved, shall inform the customer of his or her right to file
a complaint with the Commission in accordance with 4.2.1.



4.3.6.2 Notwithstanding any other section of these rules, a telecommunications service

provider's customer's service shall not be subject to discontinuance for nonpayment
of that portion of a bill under dispute pending the completion of the investigation of the
dispute by the telecommunications service provider. Nor shall neither suspension
notices nor demands for additional deposits be made during this period.

4.3.7 Notification of Alternative Payment Programs or Payment Assistance. Any time a

customer contacts the telecommunications service provider to discuss their inability to pay
a bill or to indicate that they are in need of assistance with their bill payment, a
telecommunications service provider representative shall inform the customer of all
available alternative payment and any payment assistance programs that are available,
such as payment arrangements, suspension moratoriums for the ill, and of the eligibility
requirements and procedures for applying for each.

4.4 Deposits and Credit Standards.

44.1

Applications for Residential Service. Where an applicant's credit is not established, a
deposit in the maximum amount of $50.00 per residence may be required as security for
the payment of future bills for telephone service. No deposit shall be required if the
applicant has had prior telephone service billed in the applicant's name and provided by a
telecommunications service provider subject to these rules and is not indebted to said
telecommunications service provider on account of such prior service, has established a
history of timely payments and has not had service suspended for non-payment. In the
absence of prior credit history with a telecommunications service provider subject to these
rules, a deposit may be required unless the applicant provides satisfactory evidence of one
of the following:

4.4.1.1 Employment with the same employer for a period of one (1) year prior to the date of

application.

4.4.1.2 Ownership of real estate where service is to be installed.
4.4.1.3 A written lease of one (1) year or more for the premises at which service is to be

442

installed.

Residential service deposits may be retained by the telecommunications service provider
for one year and business service deposits may be retained for two years. The deposit
plus interest shall be returned to the customers by check after the retention period if the
account is not delinquent at the time.

4.4.3 Existing Customers (Residence Service). When the telecommunications service provider

4.4.4

445

determines a customer's credit to be doubtful or service is suspended for non-payment, a
deposit may be required. The amount of a cash deposit shall not exceed the customer's
average two (2) month bill, including toll charges, during the preceding twelve (12) month
period. Deposits may be adjusted to maintain a level equal to the average two (2) month
bill.

Interest at the rate of 9% per annum unless a different rate is specified in the
telecommunications service provider's tariff, will be paid by the telecommunications service
provider on the amount of the deposit, for the period it is retained and, where the deposit is
retained for a period in excess of one year, interest will be paid annually through a credit to
the customer's account.

Each new customer, from whom a deposit is required, shall receive a written description of
the deposit policy as set forth herein.

45 Discontinuance of Service.

45.1

Suspension for Delinquent Bills. A customer's telecommunications service may be
disconnected if a bill has not been paid or a payment arrangement has not been entered
into within thirty (30) days from the date of mailing of a bill provided proper notice has been
given. Proper notice shall consist of a separate mailing or hand delivery at least ten (10)
days prior to a stated date of suspension. The notice shall contain the following:

4.5.1.1 The words “suspension notice” or similar language prominently displayed on the notice.



451.2
45.1.3
4514

45.15

45.1.6

45.1.7

The reason for the threatened suspension of service.

A statement of amounts currently due and of any required deposit.

A statement that a specific reconnection fee will be required to have service restored
after it has been suspended if applicable.

A statement that the customer should immediately contact the telecommunications
service provider to attempt to resolve the matter. Such notice shall include the mailing
address and telephone number where questions may be filed answered and payment
agreements entered into with the telecommunications service provider.

Attached to or on the face of the suspension notice for telecommunications bills shall
appear a statement notifying the customer that if they are in need of assistance with
payment of their bill, or are ill and unable to pay their bill, they may be eligible for
alternative payment programs, such as a payment arrangement, and to contact the
local office of the telecommunications service provider for more information.

The service suspension day may not fall on a holiday or weekend, but shall fall on the
next working day after the tenth day. Payment at the telecommunications service
provider's authorized payment agency is considered payment to the
telecommunications service provider. The company may request customers who pay
at payment agencies less than three days prior to the suspension date to call the
company with receipt information. The company shall not issue late notices or
disconnect notices to the customer earlier than the first day the bill becomes
delinquent, so that a reasonable length of time is allowed to ascertain receipt of
payment by mail or at the telecommunications service provider's authorized payment
agency.

4.5.2 Suspension with Notice. Telecommunication service may be disconnected after proper
notice for any of the following reasons:

4521

4522

45.2.3

Nonpayment of an undisputed delinquent account or the undisputed portion of an
account where a dispute exists as to part but not all of an amount billed by a
telecommunications service provider or failure to comply with the terms of a payment
arrangement.

Violation of the telecommunications service provider's rules pertaining to the use of
service in a manner which interferes with the service of others or the operation of
nonstandard equipment, if a reasonable attempt has been made to notify the customer
and the customer is provided with a reasonable opportunity to remedy the situation.
Failure to comply with deposit or guarantee arrangements where required by these
rules.

4.5.3 Suspension without Notice. Telecommunications service may be disconnected without
notice where a dangerous condition exists for as long as the condition exists or where
service is connected without authority by a person who has not made application for
service or who has reconnected service following suspension of service for nonpayment.
Where reasonable, given the nature of the hazardous condition, a written statement
providing notice of suspension and the reason therefore shall be posted at the place of
common entry or upon the front door of each affected residential unit as soon as possible
after service has been disconnected.

4.5.4 Suspension Prohibited. Telecommunications service may not be disconnected for any of
the following reasons:

4541

4542

4543

4544

Delinquency in payment for telecommunications service by a previous occupant of the

premises.

Failure to pay for merchandise, or charges for non- telecommunications service

provided by the telecommunications service provider.

Failure to pay for a different type or class of service unless the service is provided by the
billing telecommunications service provider and unless the fee for such service is
included on the same bill.

Failure to pay the account of another customer as guarantor thereof, unless the
telecommunications service provider has in writing the guarantee as a condition
precedent to service.



4.5.4.5 Failure to pay charges arising from an under billing occurring due to misapplication of

455

4.5.6

rates more than six (6) months prior to the current billing.

Suspension on Holidays or Weekends. Unless a dangerous condition exists, or unless
the customer requests disconnection, service shall not be disconnected on a day, or on a
day immediately preceding a day, when personnel of the telecommunications service
provider are not available to the public for the purpose of making collections and
reconnecting service.

Disconnection due to Telecommunications Service Provider Abandonment. No
telecommunications service provider may abandon Basic Service to a customer without
written notice and prior approval from the Commission.

4.6 Continuity of Service.

4.6.1 Service Interruptions.
4.6.1.1 Every telecommunications service provider shall make reasonable efforts to prevent

interruptions of service. When interruptions occur, the telecommunications service
provider shall reestablish service within the shortest reasonable time.

4.6.1.2 Each telecommunications service provider shall make reasonable provisions to meet

emergencies resulting from failure of service, and each telecommunications service
provider shall issue instructions to its employees covering procedures to be followed in
the event of emergency in order to prevent or mitigate interruption or impairment of
service.

4.6.1.3 In the event of national emergency or local disaster resulting in disruption of normal

4.6.2

46.3

46.4

4.6.5

service, the telecommunications service provider may, in the public interest, interrupt
service to other customers in order to provide necessary service to civil defense or other
emergency service agencies on a temporary basis until normal service to these
agencies can be restored.
Each telecommunications service provider shall keep a complete record of all interruptions,
both emergency and scheduled. This record shall show the cause for interruptions, date,
time, duration, location, approximate number of customers affected, and, in cases of
emergency interruptions, the remedy and steps taken to prevent reoccurrence.

In case any change is made by the telecommunications service provider in the type of
service rendered which would adversely affect the efficiency of operation or the
adjustment of the equipment of customers, all customers who may be affected shall be
notified by the telecommunications service provider at least sixty (60) days in advance of
the change or if such notice is not possible, as early as feasible. Where adjustments or
replacements of the telecommunications service provider's standard equipment must be
made to permit use under such changed conditions, adjustment shall be made by the
telecommunications service provider without charge to the customers.

Telecommunications utilities may delay dial tone or establish other load controls to limit
usage during periods when, due to disaster or other causes, traffic increases above
normal levels by such an amount as to overload the network and endanger the completion
of emergency calls. These delays and load controls shall only be utilized for so long as
the emergency or extraordinary traffic load exists.

Telecommunications utilities may temporarily interrupt service to effect repairs or
maintenance; to eliminate an imminent threat to life, health, safety or substantial property
damage; or for reasons of local, State, or National emergency. Each telecommunications
service provider shall establish procedures to be followed by its employees to prevent or
mitigate interruption or impairment and provide prompt notification to affected customers.
Service may be interrupted only as long as necessary to protect the health of safety to the
public, to protect property, or to remedy the situation which necessitated the interruption.
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EXHIBIT “B”

4003 Regulations Governing the Minimum Service Requirements Ffor the Provision of Telephone
Service for Public Use Wwithin the State of Delaware

5.0 General Rules

51

5.2

521

522

5.2.3

Authorization of Rules.

The Public Utilities Act of 1974, 26 Del. C. 8101 et. seq., of Delaware vestsed in the Public
Service Commission of Delaware authority to formulate standards for such
telecommunications service and facilities as it deem necessary to carry out the provisions
of this law (26 Del. C. §209)._However, House Bill 96, which was effective July 15, 2013,
limited the Commission’s authority to regulate telecommunications service gquality of Basic
Services. These rules reflect this limitation.

Application of Rules.

Fhere—are—herein—setforth—Thesethose—Rulesregulations which—shall apply to any
telecommunications utilityservice provider operating within the State of Delaware, under
the jurisdiction of the Public Service Commission, that provides Basic Services as defined

in 26 Del. C. 8705(a).- These regulations-shall-become-effective-ninety (90)-days-after

ofoshon—ber the Comamiesion These rules shall not prohibit or limit a
telecommunicationstelecommunications service provider—utility from maintaining or
proposing changes in tariff regulations that interpret, expand or further define the
provisions. However, in the event of a conflict between the rules and a
telecommunications utilityservice provider’s tariff, the provisions of these rules shall prevail
unless the tariff provision specifically references these rules and provisions exceptions
thereto.
Purpose. These Rrules are promulgated to establish a comprehensive regulatory
system to assure adequate service and to assure operations and services which are just
and reasonable to the consumer and the utilities, and to establish the rights and
respon5|b|I|t|es of both the utthty telecommumcaﬁons serwce prowder and the consumer-

status— A telecommunlcatlons wtilityservice Qrowde s temporary |nab|I|ty to meet the
service standards set forth herein, due to a work stoppage or an Act of God that could not
have been avoided by preventive measures normally taken in the telecommunications
industry shall not subject the telecommunications utilityservice provider to the imposition
of penalties for noncompliance with these Rrules. It is not the purpose of thesethis
Rulesregulation to authorize, permit, or enable intrastate competitive provision of
telecommunications services for public use by entities which do not possess a certificate
of public convenience and necessity issued by the Belaware-Public-Service-Commission.

Duties Under Other Statutes. The-adoption-of-Tthese Rrules will not relieve in any way
a utility telecommunications service provider or customer from any of its duties under the
laws of the State of Delaware or the United States of America. Nor shall these Rules
Fhis-shall-net-be construed so as to alter in any form or manner the jurisdiction, powers
or authority of the Commission or the substantive rights of any person.

Exemption. If unreasonable hardship to a telecommunications service provider utility
results from the application of any rule or standard herein prescribed, or if unreasonable
difficulty is involved in compliance, a telecommunications service provider may apply
application-may-be-made-to the Commission for temporary or permanent exemption from
its requirements, provided that the telecommunications service provider utility—shall
submit with such application a full and complete statement of its reasons fer—such
applieation-for_any exemption. Except in the case of an emergency, any exemptions, or




any applications for exemptions, shallwill-_be entertained-by the Commission upon due
notice to the customers_at a reqularly scheduled Commission meetind day;-and-aftera
hearing-

5.24 Modification. The adoption of these rules shall in no way preclude the Commission from
altering or amending them in whole or in part, or from requiring any other or additional
service, equipment, facility, or standard, either upon complaint or upon its motion or upon

application by any utilityservice provider.

5.25 Violations and Penalties. Pursuant The-Commission-may-exercise-the-powers—and
seek-impeosition-of-the-penalties—authorized-by-26 Del. C. 8217, the Commission has

authority to impose penalties if it determines that when-a telecommunications service
providerutility is in default of compliance with these Rrules.
53 Severability Clause.
These Rules are severable. If any provision of these Rules is held invalid, such invalidity shall
not affect other provisions or applications of these rules which can be given effect without the
invalid provisions or application;-and-te-this-end-the-provisions-ef-theserules-are-declared-to
Loeovemble,
5.4 Repealer.
All prior orders of the Commission which are inconsistent herewith are repealed to the extent
of any such inconsistency.

6.0 Definition of Terms

The following words and terms, when used in these regulations, shall have the meaning indicated,
unless the context cIearIy |nd|cates otherwise.

“Applicant” - Any person association, partnershlp, corporatlon govemment agency, cooperative
corporation, making a written or oral request for the commencement of or changes in
telecommunications utilityservice provider-service.

“Application”- A written er-eral-request filed with the Commission by a Telecommunications service
provider te—a—public—utility-for the commencement of or changes in telecommunications utilityservice
provider-service.

“Basic Services” - Shall mean (1) individual residential local exchange access line and
residential local usage at a location where there is no “Alternative Provider of Telephone

Serv1ce avallable to retail remdenﬂal customers and ( 2) switched access service.

“Commission” - The Public Service Commission of Delaware.
“Complaint” - Any specific objection to charges on a billing statement, facilities, practices, or services of
a telecommunications_service provider-utilityservice provider.




—“Customer” - Any person, firm, association, partnership, corporation, cooperative, organization,
governmental agency, or any other legal entity which is currently receiving telecommunications
dtilityservice provider service. A customer who moves to another location within the utilityservice
provider's service territory and requests that service be discontinued at the previous location and begun
at the new Iocatlon will be conS|dered an eX|st|ng customer rather than as an applicant for serwce

“Facilities” - All the plant and equipment of a public utilityservice provider, including all tangible and
intangible real and personal property without limitation, and any and all means and instrumentalities in
any manner owned, operated, leased, licensed, used, controlled, furnished, or supplied for, by, or in
connection with the business of any public utilityservice provider, including any construction work in
progress allowed by the Commission.

“Line” - A circuit or channel extending from a central office to the customer's location to provide local
exchange service. One line may serve one individual line customer, or all customers served by a
multiparty line.

“Local exchange carrier” - A telecommunications—utilityservice provider—which-—provides-local




“Person” - Any natural person, partnership, municipal corporation, cooperative corporation, corporation,
association, governmental subdivision, or public or private organization of any character other than an
agency.

lecobensndhorothoconomnlonblic hoe nocoes o thnen inloshonoe,
“Public utility” -= shall have the same meaning as set forth inFhe-definition—of public—utility-is—that
deﬁm#engweam#reﬁubh&%hﬂes—AeLef—LglL(ZG Del. C. §102(2)).

“Rate” - Includes every compensation, tariff, charge, fare, fee deposit, toll, rental, and classification,
or any of them demanded, observed, charged, or collected whether directly or indirectly by any public
utility for any service, product, or commodity defined in the Public Utilities Act of 1974, and any rules,
regulations, practices, or contracts affecting any such compensation, tariff, charge, fare, fee, deposit, toll,
rental or cIaSS|f|cat|0n

“Service” Serwce is used in its broadest and most mcluswe sense and |ncludes any and all acts
done, rendered, or performed and any and all things furnished or supplied, and any and all facilities,
used, furnished, or supplied by public utilities in the performance of their duties under the Public Utilities
Act of 1974 to their patrons, employees, other public utilities and the public, as well as the interchange of
facilities between two or more of them.

13 ” " n

“Tariff” - The schedule of a H—t{h{y ervice prowde conta|n|ng aII rates, toIIs and charges stated
separately by type or kind of service and the customer class, and the rules and regulations of the
atilityservice provider stated separately by type or kind of service and the customer class.

“Telecommunications utiityservice provider” - Any person, firm, partnership or corporation,
including both local and intrastate long distance carriers, engaged in the business of furnishing
telecommunication services to the public by the authority of and under the jurisdiction of the Public

Sen#ee—Commlssmn—ef—DelawaFe This—includes—beoth—local-exchange—and-intrastatelong—distance




7.0 Records and Reports

7.1

7.2

7.3

7.4

Availability of Records.

All books, accounts, papers, records, and memoranda required by these Rrules or which are
necessary for the administration thereof, shall be open and available for examination by the
Commission or its authorized representatives at all times.

Location of Records.

All books, accounts, papers, records and memoranda of a telecommunications utilityservice
provider reqwred by these R#ules or WhICh are necessary for the admlnlstratlon thereof shaII

prowder made ava|lable upon request by the Commlssmn =

Retention of Records.

All books, accounts, papers, records, and memoranda of a telecommunications utilityservice
provider required by these rules shall be preserved for the time period specified in the current
edition of the Federal Communications Commission's records retention schedule, unless
otherwise specified by the Commission. If not otherwise specified by the Federal
Communications Commission, customer billing records shall be retained at least two years.

Records To Be Maintained.

Each telecommunications utilityservice provider shall maintain records of its operations in
sufficient detail to permit review of its compliance with the requirements herein, and such
records shall be made available to the Commission or its authorized representative upon
request.

35 Data to Be Filed With the Commission.

3.5.1 Tariffs_or Price Lists for Basic Services. Unless otherwise permitted by Order of the
Commission, each telecommunications utilityservice provider that provides Basic Services
as defined in 26 Del. C. 8705 shall have its tariff_or price list on file with the Commission in
accordance with these R-rules and-regulations-governing the filing of tariffs. The tariff shall
contain schedules of every-classification-employed-its Basic Services showing the rates,
tolls and charges for such service rendered in the State of Delaware and shall be in the
following form and manner:

3.5.1.1 The first page in said tariffs shall be a title page stating the name of the
telecommunications utilityservice provider—and—stating—its—applicabilityto—Delaware
Intrastate-Serviees.

3512 All tariffs shall be loose leaf form of size 8 ¥2 x 11 inches, shall be plainly printed and
shall be so arranged as to exhibit clearly the information herein required.

3.5.1.3 All tariffs for one telecommunications utilityservice provider shall bear consecutive serial
numbers commencing with No. 1 for each company, with the following prefix thereto:
"P.S.C. Del.". Such prefix and number shall be printed or stamped on each page
within the tariff. Each tariff may be divided into sections and, if so, the section number
shall be shown on each tariff page.

3514 Each tariff shall includebe—provided-with a table of contents and indexes to assist
anyone- seeking information.

3,515 A telecommunications utilityservice provider shall either include the applicable
portions of these rules in the provisions of its tariffs or shall make a copy of these rules
available at every location that its tariffs are made available to the public or to
company employees. Any portions of these rules included within a
telecommunications utilityservice provider's tariff shall be quoted verbatim, and not
paraphrased or modified.




35.16

35.1.7

3.5.1.8

35.19

Every tariff and tariff amendment shall be filed with the Commission shall-be
accompanied by a letter of transmittal stating the tariff changes requested, the
reasons for the changes, and-the proposed effective date for said changes_and-—tThe
eep+es-ef—th€urewsed tarlff pages and the cover Ietter shau—be—ﬂmled—ﬁ—an—addﬁmnai

—Unless the Commission otherwise orders, no change shall be made in-any-to the
Basic Services’ tariff with less than sixty (60) days' notice to the Commission. Said
notice shall be the revised tariff pages and cover letter as described herein along with
any cost studies or explanatory material the telecommunications utilityservice provider
may elect to file.
The Commission, for good cause shown, may allow changes in rates, tells;-charges,
rules, regulations, classifications, exceptions, conditions or practices without requiring
the sixty (60) days' notice. In such cases, the proposed change shall be filed with the
Commission, together with an application for waiver of the statutory notice, setting
forth the time when it is desired to put the change into effect and the reason or
reasons therefore; but no such change shall become effective except as provided by
order of the Commission. All such changes shall be immediately indicated upon its
tariffs or schedules by the company concerned.
Changes in tariffs shall be made by reprinting the sheet upon which a change or
addition is made, and such changed sheet shall be designated as a revised sheet,
and shall be numbered consecutively. For example "First revised sheet 1, canceling
original sheet 1". Each revised sheet shall reflectshow-thereon the date of issue, the
effective date and every change thereon shall be noted by margin notations as
follows:

C - Change in regulation affecting application in rate

D - Deletion of rate or regulation

| - Increase in rate

M - Move of tariff material to a different page or location on a page

R - Reduction in rate

T - Text change in regulation that does not affect application of rate.

Persons to Contact. Each telecommunications utilityservice provider shall file with the
Commission, in addition to the designated resident agent, the name, title, business address
and telephone number of the person(s) who should be contacted concerning utility service
prowded in Delaware.

3.5.5

emh%y ervice Qrowde %&mpeﬁs—ymu—be%ated—eenﬂden%aliy—p%suapn—te%—%—e

SerV|ce Reports. Each telecommunications utilityservice provider providing Basic Service
shall furnish to the Commission at such times and in such form as the Commission may
require, the results of any service related tests, summarles or records in its possessmn for

that service.




3.5.6.1

3.5.6.2

3.5.6.3

3.5.6.4

Utilities shall make all possible efforts to reestablish service in the shortest time
practicable with due regard to safety.

When service is interrupted for scheduled repairs or maintenance, such work should
be done at a time which will cause the least inconvenience to customers. The
customers who would be affected should be notified prior to the scheduled
interruption.

If any interruption affects or would affect the service to any public fire or law
enforcement protection device or department, the utility telecommunications service
provider shall immediately notify the official in charge of the affected agency.

Each telecommunications utilityservice provider shall promptly report to the
Commission any specific occurrence or development which disrupts the service of a
substantial number of its customers (the smaller of 25% or 2,000 customers) for a
time period in excess of one (1) hour, or which may impair the
utilitytelecommunications service provider's ability to furnish service to a substantial
number of customers.

| 8.0 Customer Service and Protection_For Basic Services

4.1

4,

4,

4.

Information Available to Customers.
The customer should be the individual or entity responsible for payment for service. Service
shall not be refused on the basis that the applicant is not the owner of the premises. Each

1.2

13

14

4141

telecommunrcatrons wtilitys ervrce provider shall
411 .

Upon request for service by a residential applicant or for a transfer of service by a
residential customer, the utilitytelecommunications service provider shall if requested,
inform the applicant or customer of the utilitytelecommunications service provider's
Iowest—prlced alternatlves avallable at the customer s Iocatlon

u%rh%y ervice Qrowde —as#r#edwﬁh%he@e#rmrssren—areaamﬂableieprrrspeeuen

Each utilitytelecommunications service provider shall provide to all new residential

telecommunications utilityservice provider customers, at the time service is initiated,
printed material, i.e., a pamphlet er-directory-custemerinformationpages-containing
the information requrred by this section. The information shall additionally be-previded
to-all-customers-on-atleast-a-biepnial-basis_posted on the telecommunications service
provider's website. The printed material shall be entitled "Customer's Rights And
Responsibilities." The information contained in the printed material and website shall
include:

The customer‘s right to information concerning rates and services anel—the

tan#s—and—semee—rules and the telecommun|cat|ons service prowders webS|te

address where this information can be found-

41.4.2 The time allowed to pay outstanding bills.
41.4.3 Grounds for suspension of service.
4144 The steps that must be taken before a atilitytelecommunications service provider

4145

4146

may terminate service.
How the customer can resolve billing disputes with the utilitytelecommunications
service provider and how disputes affect suspension of service.

Information on alternative payment plans offered by the
wtilitytelecommunications service provider, including, but not limited to, payment




4.1.4.7
4148

4149

4.1.4.10

41411

4.1.4.12

4.1.4.13

4.1.4.14

arrangements or link-up, as well as a statement that a customer has a right to
request these alternative payment plans.
The steps necessary to have service reconnected after involuntary suspension.

That a grievance procedure exists that grants the customer a right to a supervisory
review and right to file a complaint with the Commission regarding any matter
concerning the wiilitytelecommunications service provider's rates or service. The
Commission's address and telephone number shall accompany this information.

That service cannot be discontinued because of non-payment of a disputed
amount under investigation by the company.

No notice of discontinuance of service for non-payment of a disputed amount
may be sent while the complaint is being investigated.
No deposit may be required on a disputed amount while the dispute is being
investigated.

The hours, addresses, and telephone numbers of utilitytelecommunicaitons
service provider offices where bills may be paid and the information may be
obtained.

The circumstances under which the utilitytelecommunications service provider may
require a deposit or additional deposit; how a deposit is calculated; the interest
paid on deposits; and the time frame and requirement for return of the deposit to
the customer.

A statement that utilitytelecommunications service provider services are provided
without discrimination as to a customer's race, nationality, color, religion, sex, or
marital status, and a summary of the company's policy regarding the provision of
credit history based upon the credit history of the customer's former spouse.

4.1.4.15 Notice of any special services for customers with disabilities.

4.1.4.16

4.1.4.17

4.2 Customer

A toll free telephone number or the equivalent (such as an 800 number or
permitting collect calls) will be provided for telecommunications utilities for repair
service or billing inquiries.

Utilities shall encourage customers with physical disabilities and those who care
for such customers, to identify themselves to the wutilitytelecommunications
telecommunications service provider so that special action can be taken to
inform these persons of their rights, where necessary and appropriate to that
person's circumstances.

Complaints_For Basic Services.

4.2.1 Upon complaint to the utilitytelecommunications service provider by a customer either at

422

4.2.3

424

its offices, by letter, or by telephone, the utilitytelecommunications service provider
shall promptly make a suitable investigation and advise the complainant of the results
thereof.

Where a customer or applicant, having exhausted a telecommunications
utilitytelecommunications _service provider's internal problem-solving procedures,
expresses dissatisfaction with the utilitytelecommunications service provider's report,
the watilitytelecommunications service provider must advise in writing the customer or
applicant of the right to have the problem considered and reviewed by the
Commission, giving the customer or applicant the address and telephone number of
the Public Service Commission.

Upon receipt of a complaint, either by letter or by telephone, from the Commission on
behalf of a customer, the utilitytelecommunications service provider shall make a
suitable investigation and advise the Commission of the results within thirty (30)
calendar days. The Commission encourages all customer complaints to be made in
writing to assist the Commission in maintaining records on the quality of service of
each wtilitytelecommunications service provider.

The utilitytelecommunications service provider shall keep a record of all complaints
which shall show the identity of the complainant, the date and nature of the complaint
and the adjustment or disposition thereof for a period of two (2) years subsequent to
the final settlement of the complaint. Complaints with reference to rates or charges




which required no further action by the utilitytelecommunications service provider
need not be maintained.

4~4—4—2—Appl+ean1—&reeeu¥se—tn4he4avent—thai—th&uﬁh%y ervice provider-shallrefuse-to
serve—an—applicant—under—theprovisions—of these—sections,—the—utilityservice
provider—must-inform—the—applicant—of thebasis—of -its—refusal-and-that-the

i ; Laint vwith i,



444%—2—Eaﬂu¥e—te—pay49pme¥ehand45e—e#eha¥g95—fgpnen—umw ervice provider
seme&pu#ehased—f#em#t&utﬂﬂy erV|ce [:_)rowder—

4~4—4—?r4—\Aleaaen—9f—the—um+ty ervice [:_)rowde s-mles-pertalmng—te—epe#auen—ef

payment—ef—a—uﬁh%yserwce prowder—bM—A—eustemer—may—Fequest—a

supervisory-review-if the-utilityservice provider-determines-that-evasion-has
occurred-and-refuses-to-provide-service:
anetherecarrier

4.5 Billing-_For Basic Services.
451 Due Date. The due date for payment of a monthly bill for utility telecommunications
erV|ce provider service shall be no Iess than twenty (20) days after#em the bill date
. If the last
day for payment should fall on a Saturday, Sunday, or bank holiday or other day when
the offices of the telecommunications utilitytelecommunications service provider which
regularly receive payments are not open to the general public, the due date shall be
extended to the next business day.

4.5.2. Rendering and Form of Bills. Billing for telecommunications service should normally

be rendered monthly and shall show:

4521 The date of the bill.

4522 The due date on or before which payment must be received to avoid an account
being considered delinquent.
45.2.3 The beginning and ending dates of the billing period for Basic Service
local-exchange-service:

4524 The amounts due for%ea#exehange—seme&and—the%harges%eﬂ—semee

4525
45.2.6 The total amount of all payments and other credits made to the account during
the current billing period.
4527 The amount of late payment charges, if applicable.
4528 The total amount due.
4529 A statement that a rate schedule, an explanation of how to verify the accuracy

of a bill, and an explanation of the various charges, if applicable, can be

obtained by calling the lecal-business—office—of-the-utilitytelecommunications

service provider or looking on thetelecommunications service provider's
webS|te

Hmw,: ervice Qrowde —shalemwd&awﬁemnzaﬂeweﬁall—semee—equment—and
ethorrosuming-cshorcconooonincentho bl
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envelope.

45212 In the event a customer's service is interrupted other than by negligence or

4.5.3

454

willful act of the customer, and it remains out of order for 24 hours or longer
after access to the premises is made available and after being reported to be
out of order, appropriate adjustment or refunds shall be made to the customer.
The amount of adjustment or refund shall be determined on the basis of the
known period of interruption, generally beginning from the time the service
interruption was first reported. The refund to the customer shall be the pro rata
part of the month's flat rate charges for the period of days and that portion of
the service facilities rendered useless or inoperative. The refund may be
accomplished by a credit on a subsequent bill for telephone service.
Charges for Services. For services or functions whose rates are approved by or
subject to tariffs on file with the Commission, telecommunications utilities shall not
charge disconnect fees, membership fees, application fees, service call fees or any
other type of fee except as provided for in the tariff of the utilitytelecommunications
service provider.

Over Billing and Under Billing. If billings for utilitytelecommunications service
provider service are found to differ from utilitytelecommunications service provider's
lawful rates for the services being purchased by the customer, or if the
utilitytelecommunications service provider fails to bill the customer for such service, a
biling adjustment shall be calculated by the utilitytelecommunications service

provider.

4541 Refunds of Overcharges. If the customer is due a refund, an adjustment shall

be made for the entire period of overcharges. If an overcharge is adjusted by
the utilitytelecommunications service provider within ninety (90) days of the bill
in error, interest shall not accrue. Unless provided in this section, if an
overcharge is not adjusted by the utilitytelecommunications service provider
within 90 days of the bill in error, interest shall be applied to the amount of the
overcharge at the rate set by the Commission herein for payment on deposits.
Interest on overcharges that are not adjusted by the utilitytelecommunications
service provider within 90 days of the bill in error shall accrue from the date of
payment. Interest shall not apply to payment arrangements.

45.4.2 Back Billing of Undercharges. If the customer was undercharged, the

455

wtilitytelecommunications service provider may back bill the customer for the
amount which was under billed. The back billing is not to exceed six (6)
months unless the wutilitytelecommunications service provider can produce
records to identify and justify the additional amount of back billing. However,
unless the under billing was the result of deliberate customer action to cause
under billing, the wutilitytelecommunications service provider may not
disconnect service if the customer fails to pay charges arising from an under
billing more than six (6) months prior to the date the wtilitytelecommunications
service provider initially notified the customer of the amount of the undercharge
and the total additional amount due. If the under billing is $25.00 or more, the
wtilitytelecommunications service provider shall offer the customer a payment
arrangements option for the same length of time as that of the under billing.
Payment Arrangements. A payment arrangement is any arrangement or agreement
between the utilitytelecommunications service provider and a customer in which an
outstanding bill will be paid in installments that extend beyond the due date of the next
bill. The telecommunications utilitytelecommunications service provider, through its
employees, shall exercise good faith and fair judgment in attempting to enter into a
reasonable payment agreement regarding undisputed amounts or to otherwise
equitably resolve the matter. Factors to be taken into account when attempting to
make a reasonable payment agreement shall include but not be limited to the size of
the unpaid balance, the payment history of the customer and the length of time over
which the bill accumulated. The telecommunications utilitytelecommunications
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service provider may not suspend service for an undisputed delinquent bill under the
following circumstances: (1) while it is negotiating a payment agreement with the
customer; or (2) within 24 hours after negotiating fails. In all other cases, the
gtilitytelecommunications _service provider is encouraged to offer a payment
arrangement to residential customers.

4.5.6 Disputed Bills.

456.1 In the event of a dispute between a customer and a utilitytelecommunications
service provider regarding any bill for utilitytelecommunications service
provider service, the wutilitytelecommunications service provider shall forthwith
make such investigation as shall be required by the particular case, and report
the results thereof to the customer and, in the event the dispute is not
resolved, shall inform the customer of his or her right to file a complaint with
the Commission in accordance with 4.2.1.

45.6.2 Notwithstanding any other section of these rules, a telecommunications
wtilitytelecommunications service provider's  customer's service shall not be
subject to discontinuance for nonpayment of that portion of a bill under dispute
pending the completion of the investigation of the dispute by the
dtilitytelecommunications _service provider.  Nor shall neither suspension
notices nor demands for additional deposits be made during this period.

4.5.7 Notification of Alternative Payment Programs or Payment Assistance. Any time
a customer contacts the utilitytelecommunications service provider to discuss their
inability to pay a bill or to indicate that they are in need of assistance with their bill
payment, a utilitytelecommunications service provider representative shall inform the
customer of all available alternative payment and any payment assistance programs
that are available, such as payment arrangements, suspension moratoriums for the ill,
and of the eligibility requirements and procedures for applying for each.

4.6 Deposits and Credit Standards.

4.6.1 Applications for Residential Service. Where an applicant's credit is not established,
a deposit in the maximum amount of $50.00 per residence may be required as
security for the payment of future bills for telephone service. No deposit shall be
required if the applicant has had prior telephone service billed in the applicant's name
and provided by a telecommunications utiitytelecommunications service provider
subject to these rules and is not indebted to said telecommunications
wtilitytelecommunications service provider on account of such prior service, has
established a history of timely payments and has not had service suspended for non-
payment. In the absence of prior credit history with a telecommunications
wtilitytelecommunications service provider subject to these rules, a deposit may be
required unless the applicant provides satisfactory evidence of one of the following:

46.1.1 Employment with the same employer for a period of one (1) year prior to the
date of application.
46.1.2 Ownership of real estate where service is to be installed.
46.1.3 A written lease of one (1) year or more for the premises at which service is to
be installed.

pay . . . . . L
4.6.3 Residential service deposits may be retained by the telecommunications
utilitytelecommunications service provider for one year and business service deposits

may be retained for two years. The deposit plus interest shall be returned to the
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customers by check after the retention period if the account is not delinquent at the
time.

4.6.4 Existing Customers (Business—Service—and—Residence Service). When the

telecommunications  utilitytelecommunications _ service provider determines a
customer's credit to be doubtful or service is suspended for non-payment, a deposit
may be required. The amount of a cash deposit shall not exceed the customer's
average two (2) month bill, including toll charges, during the preceding twelve (12)
month period. Deposits may be adjusted to maintain a level equal to the average two
(2) month bill.

4.6.5 Interest at the rate of 9% per annum unless a different rate is specified in the

telecommunications utilitytelecommunications service provider's tariff, will be paid by
the telecommunications utilitytelecommunications service provider on the amount of
the deposit, for the period it is retained and, where the deposit is retained for a period
in excess of one year, interest will be paid annually through a credit to the customer's
account.

4.6.6 Each new customer, from whom a deposit is required, shall receive a written description

of the deposit policy as set forth herein.

4.7 Discontinuance of Service.

4.7.1

Suspension for Delinquent Bills. A customer's telecommunications service may
be disconnected if a bill has not been paid or a payment arrangement has not been
entered into within thirty (30) days from the date of mailing of a bill provided proper
notice has been given. Proper notice shall consist of a separate mailing or hand
delivery at least ten (10) days prior to a stated date of suspension. The notice shall
contain the following:

47.1.1 The words “suspension notice” or similar language prominently displayed on

the notice.
47.1.2 The reason for the threatened suspension of service.

47.1.3 A statement of amounts currently due and of any required deposit.
47.14 A statement that a specific reconnection fee will be required to have service

restored after it has been suspended if applicable.

47.1.5 A statement that the customer should immediately contact the

atilitytelecommunications _service provider to attempt to resolve the matter.
Such notice shall include the mailing address and telephone number where
questions may be filed answered and payment agreements entered into with
the utilitytelecommunications service provider.

4.7.1.6 Attached to or on the face of the suspension notice for telecommunications

bills shall appear a statement notifying the customer that if they are in need of
assistance with payment of their bill, or are ill and unable to pay their bill, they
may be eligible for alternative payment programs, such as a payment
arrangement, and to contact the local office of the utilitytelecommunications
service provider for more information.

47.1.7 The service suspension day may not fall on a holiday or weekend, but shall fall

4.7.2

on the next working day after the tenth day. Payment at the
wtilitytelecommunications _service provider's authorized payment agency is
considered payment to the utilitytelecommunications service provider. The
company may request customers who pay at payment agencies less than
three days prior to the suspension date to call the company with receipt
information. The company shall not issue late notices or disconnect notices to
the customer earlier than the first day the bill becomes delinquent, so that a
reasonable length of time is allowed to ascertain receipt of payment by mail or
at the utilitytelecommunications service provider's authorized payment agency.
Suspension with Notice. UtilityTelecommunication service may be disconnected
after proper notice for any of the following reasons:

4721 Nonpayment of an undisputed delinquent account or the undisputed portion of

an account where a dispute exists as to part but not all of an amount billed by
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4.7.6

47.2.2

47.2.3

4.7.3

4.7.4

474.1

47.4.2

4.7.4.3

4.74.4

4745

4.7.5

a telecommunications utility service provider or failure to comply with the terms
of a payment arrangement.

Violation of the utilitytelecommunications service provider's rules pertaining to
the use of service in a manner which interferes with the service of others or the
operation of nonstandard equipment, if a reasonable attempt has been made
to notify the customer and the customer is provided with a reasonable
opportunity to remedy the situation.

Failure to comply with deposit or guarantee arrangements where required by
these rules.

Suspension without Notice. UiilityTelecommunications —service may be
disconnected without notice where a dangerous condition exists for as long as the
condition exists or where service is connected without authority by a person who
has not made application for service or who has reconnected service following
suspension of service for nonpayment. Where reasonable, given the nature of the
hazardous condition, a written statement providing notice of suspension and the
reason therefore shall be posted at the place of common entry or upon the front
door of each affected residential unit as soon as possible after service has been
disconnected.

Suspension Prohibited. UtilityTelecommunications —service may not be
disconnected for any of the following reasons:

Delinquency in payment for utilitytelecommunications -service by a previous
occupant of the premises.

Failure to pay for merchandise, or charges for non-utility telecommimications
service provided by the utilitytelecommunications service provider.

Failure to pay for a different type or class of service unless the service is
provided by the billing utiitytelecommunications service provider and unless
the fee for such service is included on the same bill.

Failure to pay the account of another customer as guarantor thereof, unless
the utilitytelecoimmunications service provider has in writing the guarantee as
a condition precedent to service.

Failure to pay charges arising from an under biling occurring due to
misapplication of rates more than six (6) months prior to the current billing.
Suspension on Holidays or Weekends. Unless a dangerous condition exists, or
unless the customer requests disconnection, service shall not be disconnected on
a day, or on a day immediately preceding a day, when personnel of the
wtilitytelecommunications service provider are not available to the public for the

purpose of making collections and reconnecting service.

Disconnection due to UtilityTelecommunications Service Provider Abandonment.
No telecommunications utiityservice provider may abandon Basic Service to a customer e

a—cenificated-senvice—area—without written notice—to—its—customers—therein—and-all-similar
neighbering-utilities; and prior approval from the Commission.
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4.8 Continuity of Service.

4.8.1 Service Interruptions.

48.1.1 Every publie—utility telecommunications service provider shall make reasonable

efforts to prevent interruptions of service. When interruptions occur, the
wtilitytelecommunications _service provider shall reestablish service within the
shortest reasonable time.

48.1.2 Each utilitytelecommunications service provider shall make reasonable provisions to

meet emergencies resulting from failure of service, and each
dtilitytelecommunications service provider shall issue instructions to its employees
covering procedures to be followed in the event of emergency in order to prevent or
mitigate interruption or impairment of service.

48.1.3 In the event of national emergency or local disaster resulting in disruption of normal

4.8.2

4.8.3

service, the utilitytelecommunications service provider may, in the public interest,
interrupt service to other customers in order to provide necessary service to civil
defense or other emergency service agencies on a temporary basis until normal
service to these agencies can be restored.

Each wutilitytelecommunications service provider shall keep a complete record of all
interruptions, both emergency and scheduled. This record shall show the cause for
interruptions, date, time, duration, location, approximate number of customers affected,
and, in cases of emergency interruptions, the remedy and steps taken to prevent
reoccurrence.

In case any change is made by the utilitytelecommunications service provider in the type of
service rendered which would adversely affect the efficiency of operation or the adjustment
of the equipment of customers, all customers who may be affected shall be notified by the
atilitytelecommunications service provider at least sixty (60) days in advance of the change
or if such notice is not possible, as early as feasible. Where adjustments or replacements
of the utilitytelecommunications service provider's standard equipment must be made to
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permit use under such changed conditions, adjustment shall be made by the
atilitytelecommunications service provider without charge to the customers.

4.8.4 Telecommunications utilities may delay dial tone or establish other load controls to limit
usage during periods when, due to disaster or other causes, traffic increases above normal
levels by such an amount as to overload the network and endanger the completion of
emergency calls. These delays and load controls shall only be utilized for so long as the
emergency or extraordinary traffic load exists.

48,5 Telecommunications utilites may temporarily interrupt service to effect repairs or
maintenance; to eliminate an imminent threat to life, health, safety or substantial property
damage; or for reasons of local, State, or National emergency. Each telecommunications
atilitytelecommunications service provider shall establish procedures to be followed by its

employees to prevent or mitigate interruption or impairment and provide prompt notification
to affected customers. Service may be interrupted only as long as necessary to protect the
health of safety to the public, to protect property, or to remedy the situation which
necessitated the interruption.
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EXHIBIT "C"

BEFORE THE PUBLIC SERVICE COMMISSION

OF THE STATE OF DELAWARE

IN THE MATTER OF THE SALE, RESALE,
AND OTHER PROVISIONS OF INTRASTATE
TELECOMMUNICATIONS SERVICES

(OPENED MAY 1, 1984; REOPENED
NOVEMBER 17, 1998; REOPENED JULY 24,
2001; REOPENED AUGUST 9, 2005;
REOPENED NOVEMBER 5, 2013; REOPENED
MAY 13, 2014)

PSC REGULATION DOCKET NO. 10

—_— Y - — — — — ~—

IN THE MATTER OF THE DEVELOPMENT OF
REGULATIONS FOR THE FACILITATION OF
COMPETITIVE ENTRY INTO THE TELECOM-
MUNICATIONS LOCAL EXCHANGE SERVICE
MARKET (OPENED NOVEMBER 21, 1995;
REOPENED NOVEMBER 17, 1998; REOPENED
JULY 24, 2001, REOPENED AUGUST 9,
2005; REOPENED NOVEMBER 5, 2013;
REOPENED MAY 13, 2014)

PSC REGULATION DOCKET NO. 45

—_— — — — — — — ~— ~—

IN THE MATTER OF THE PROPOSED ADOPTION)
OF REGULATIONS GOVERNING THE MINIMUM )
SERVICE REQUIREMENTS FOR THE PROVISION) REGULATION DOCKET NO. 20
OF TELEPHONE SERVICE FOR PUBLIC USE )
WITHIN THE STATE OF DELAWARE )
(OPENED DECEMBER 13, 1988; REOPENED )

May 13, 2014)

PUBLIC NOTICE OF PROPOSED AMENDMENTS TO THE
PUBLIC SERVICE COMMISSION’S
“RULES FOR THE PROVISION OF TELECOMMUNICATIONS SERVICES”

TO: ALL TELECOMMUNICATIONS CARRIERS, ALL

CONSUMERS, AND OTHER INTERESTED PERSONS

In 2001, the Delaware Public Service Commission (the
"Commission") adopted “Rules for the Provision of Telecommunications

Services” at 26 Del. Admin. C. 4001, Part A (“Telecom Rules”) to



govern 1its regulatory oversight of telecommunications carriers
operating within Delaware. The Telecom Rules apply to all current
telecommunications carriers.

By Order Nos. 8517 and 8518 dated May 13, 2014 (the “Orders”),
the Commission now proposes to amend the Telecom Rules (the
“Amendments”) . The Amendments are a result of enactment of House
Bill 96 by the General Assembly of Delaware which became effective
on July 15, 2013. As enacted, House Bill 96 amends Title 26 of
the Delaware Code to reduce the jurisdiction of the Commission
over public utilities providing telecommunication services to
reflect the competitive environment that now exists for
telecommunications services, but retains Commission oversight of
basic services.

The text of the Amendments are attached to the Orders. The
Orders and related exhibits are reproduced in the June 2014 edition
of the Delaware Register of Regulations and may also be reviewed on-

line at the Commission’s website at www.state.de.us/delpsc. You may

also obtain a paper copy of the Orders at the Commission’s Dover
office for a fee of $0.25 per page.

Interested parties may file written comments, suggestions,
briefs, compilations of data, or other materials concerning the
Amendments. Such material (10 copies) may be submitted to the

Commission on or before August 7, 2014 at the following address:


http://www.state.de.us/delpsc,

Delaware Public Service Commission
861 Silver Lake Boulevard

Cannon Building

Suite 100

Dover, Delaware, 19904

Attn: PSC Reg. Dckts. Nos. 10 & 45

The Commission will conduct a public hearing on the Amendments
on Wednesday, July 23, 2014, beginning at 10:00 AM and will take
place in the Third Floor Conference Room of the Carvel State Office
Building, 820 North French Street, Wilmington, Delaware. You may
submit additional materials at the hearing.

If you are handicapped and need assistance or aids in
participating in this matter, please contact the Commission to
discuss any needed assistance or aids. You may contact the
Commission with questions or requests about this matter at the
Commission's toll-free telephone number (800) 282-8574 (Delaware

only) or (302) 739-4333 (including text telephone). You may also

send inquiries by Internet e-mail addressed to psclstate.de.us.
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